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TIIVISTELMÄ
Tämän opinnäytetyön aiheena on projektin hallinta, sekä projektin tehtävien dele-
gointitaidot. Opinnäytetyö perustuu Scancomingin (DMC) Tourplan-projektiin,
jonka ensimmäinen vaihe pitää sisällään varausjärjestelmän päivittämisen ja kehit-
tämisen. Tämän opinnäytetyön tavoite osana projektia oli varausjärjestelmän kehit-
täminen. Tourplan-projekti on tällä hetkellä keskeytetty määrittelemättömäksi ajak-
si johtuen yrityksen lukuisista henkilöstövaihdoksista. Suoritin joukon haastatteluja
Scancomingin FIT-, GROUP- ja TICKETS osastojen henkilökunnalle selvittääkse-
ni projektin edistymistä sekä saavutettujen tavoitteiden toimivuutta käytännön
työssä.
Haastattelut tehtiin Scancomingin FIT-, Group- ja Tickets-osastojen työntekijöille.
Haastattelut suoritettiin Scancomingin Lontoon toimiston kokoustilassa. Haastatte-
lut olivat luonteeltaan vapaamuotoisia. Haastattelutilanteelle pyrittiin luomaan ren-
to ilmapiiri, jotta kaikki haastateltavat tuntisivat olonsa mukavaksi ja kykenisivät
kertomaan mielipiteensä projektista ja sen tuloksista avoimemmin. Teoriapohjana
tässä opinnäytetyössä käytettiin projektin hallintaa, delegaatiotaitoja sekä laadulli-
sen tutkimuksen teoriaa.
Tourplan- projektin ensimmäistä vaiheen valmistuttua mm. kaikki viestintä Scan-
comingin ja asiakkaan välillä on yhtenäistä ja automatisoitua jokaisessa maassa.
Tämä mahdollistaa henkilökunnan tehokkaamman työskentelyn, koska nämä kyke-
nevät reagoimaan nopeammin asiakkaalta tuleviin kyselyihin/varauksiin. Scancom-
ing kiinnittää myös tulevaisuudessa enemmän huomiota teknologian kehittymiseen,
jonka avulla suurimmat asiakkaat linkitetään suoraan Scancomingin on-line varaus-
järjestelmään. Online-varausjärjestelmällä voidaan taata, että asiakkaat saavat tar-
vitsemansa huoneet suoraan kiintiöstä ja he saavat myös näin ollen välittömästi
vahvistuksen varauksestaan. Online-varausjärjestelmää on jo alettu käyttää, mutta
se kärsii vielä pienistä ns. ”lastentaudeista”, esim. ajoittaisista information kulku-
katkoksista. Projektin ensimmäisen vaiheen valmistuttua Scancoming pystyy reago-
imaan markkinoiden tarpeeseen modernilla, kilpailukykyisellä ja ammattitaitoisella
tavalla.
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ABSTRACT
This Bachelor’s Thesis is about managing a project handed out to you, which you
are responsible for. Also the project delegation skills are being treated in this The-
sis. This Thesis is based on a project (tourplan project) which was executed during
2007 - 2008 in London for a company called Scancoming (DMC). The project is at
the moment being terminated for undefined time due to several personnel changes
in the company and in the tourplan project team.
Interviews were conducted to FIT-, Group- and Ticket Departments employees at
the offices meeting room or each departments own office space. The purpose of
conducting informal interviews, were to create a casual atmosphere where all the
interview subjects could express their views of the project and its development
more freely. As a theory base this Bachelor’s Thesis was used the theory of project
management, delegating skills and qualitative research.
One of the main aims of the first stage in the project was to check that the database
system was properly working after updates were done. The method used to scruti-
nize the success of the first stage of the project was a series of interviews, which
were conducted to Scancomings’ personnel. The first stage of the tourplan project
was completed successfully although behind the schedule. As a result of complet-
ing the project, all correspondence to clients from all Scancoming offices is similar,
unified and automated. By completing the first stage of the project very important
goal was received. Now the company’s operating staff manages their working
hours more efficiently and this also cuts down the reply times. In the future Scan-
coming will pay more attention to developing technology in the field of travelling,
which will help Scancoming to link more of their clients to their on-line reservation
system. Scancoming has already started to use and work on their on-line reserva-
tion system but it still suffers from little “hiccups”, for example, occasional infor-
mation block. Now as the first stage of the tourplan project is completed Scancom-
ing is able to react to the developing markets needs with more modern, competitive
and professional way.
Key words: Tourplan, database, project, interview and delegation skills.
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1 INTRODUCTION
This Bachelor’s Thesis will introduce to you a company called Scancoming
which is a destination management company based in London. In February
2007 Scancoming took over a project to upgrade their systems in their offices
across Europe. This project was named tourplan project after the reservation
system that the company uses. In this Thesis we will go trough more about
tourplan reservation system and also the tourplan project. This project was
done because Scancoming needed to create a new image in terms of automatic
communications to suppliers/clients and more sophisticated IT procedures.
Also Scancomings web-site (www.scancoming.com) was to be updated by the
IT-Department during the project. Regarding to tourplan project there was
several interviews conducted and at the end of this Thesis the results of these
interviews will be scrutinized.
By being involved with this project I had a chance to learn about project man-
agement and delegation skills. This project was very interesting to me because
it was so challenging and I could see in practice how the project was develop-
ing. I would have also liked to see the whole project being finished but time
wise it wasn’t possible for me because my apprenticeship ended before that.
My involvement with the tourplan project was limited to the first stage of the
project - updating the database. That is why this Bachelor’s Thesis only con-
centrates on the first stage of the project. I have little or now specific knowl-
edge of the other stages of tourplan project. Scancomings IT department to-
gether with the Business Development Manager was also updating company’s
web-site at that time as its own mini project. Updating the web-site was apart
of creating a new image for Scancoming.
21.1 Scancoming
Scancoming Ltd was established in London 1977. Scancoming is a privately
owned destination management company (DMC). Company’s main business is
hotel reservations but they provide to their clients all ground handling services
required; coach and guide reservations, theatre and sports events tickets,
meetings and conferences, special and incentive programmes, trade visits etc.
Scancoming clients include the major tour operators and travel agencies in the
Nordic countries, such as Kaleva Travel, Via Travel, Area and HRG Travel.
Finland, Sweden, Norway and Denmark are their biggest markets and they are
best known in these countries. Scancoming only deals with the travel trade as
they are strictly a wholesale operator. Most of the company’s major clients
have been with Scancoming since the establishment of each of their office. At
present Scancoming operates in five European countries; UK (London, est.
1977), France (Paris and Nice, est. 1992), Ireland (Dublin, est. 1998), Belgium
(Brussels, est. 2000) and Spain (Barcelona and Fuengirola, est. 2002). Every
company is an independent unit registered in the respective country and oper-
ating under the local legislation. In addition to the company’s core business, all
these offices have their own niches, special features. (Sarikoski, Scancoming
sales department, 2007)
1.1.2 Company Structure
Scancomings’ Chairman Mr Veikko Kokkila founded the company in 1977
and he has been the Chairman since then. Company’s CEO is Mr Juhani
Pärssinen. The Assisting Managing Director is Mrs Nina Leikas. Mr Jari Kok-
kila (Financial Controller) is responsible for Scancomings finances. Sales and
Marketing Manager Jasmiina Sarikoski is dealing with the marketing and sales
for all Scancomings offices all across the Europe. The IT Manager Mr Erkki
Kokkila with his team keeps Scancomings Tourplan database system opera-
tional. (Enclosure 1 Scancoming Company Structure 2008).
31.1.3 Scancomings enhancement plan
Scancoming aim is to be a Destination Management Company that has the lo-
cal knowledge and can compete with the technology and service. All Scan-
coming offices have since the beginning worked under strict instructions to
provide high quality service to their clients. This branding is an ongoing proc-
ess. At the moment Scancoming is finishing the first stage upgrade and devel-
opment of their in-house reservation system. All correspondence to clients
from all Scancoming offices will be similar, unified and automated. This will
enable company’s operating staff to manage their working hours more effi-
ciently and that way also cut down the reply times.
Each destination has permanent and experienced Nordic and International staff
with thorough local knowledge. Most of them are loyal and long serving; been
with their respective offices since the opening. Scancoming is also paying
more attention to developing the technology and linking their biggest clients’
rooms directly from Scancomings allocations and get an instant confirmation.
All information of the booking will then be transferred automatically via Ama-
deus to the client’s back office system.
1.2 Tourplan
Tourplan is a leader in providing solutions for inbound tour operators, out-
bound tour operators, ground handlers, destination management companies
and central reservations offices. Tourplan is a software package written exclu-
sively for tour operators and travel wholesalers with the ability to handle
groups, Fit’s, packages, ad-hoc itineraries, sporting tours & events and series
tours all in one integrated operational and accounting package. Tourplan is a
very good long-term investment for any company. (Tourplan, September
2007)
41.2.1 Tourplan Modules
Database gives the flexibility to handle almost any travel product in any coun-
try. For the reservations tourplan provides tour operators with the most com-
prehensive set of tools available for rapid FIT & Group quoting and booking.
Communications is an automated production of all Agent and Supplier corre-
spondence by integrated fax and email systems. Operations avoid operational
problems and oversights by using tourplan's range of operational control re-
ports. All reports designed to highlight exceptions. Accounting is fully inte-
grated Debtors, Creditors, General Ledger and Bank Reconciliation systems
which avoids duplication and expensive errors and omissions. Financial tour-
plan provides complete control over your business on a daily, weekly and
monthly basis via a wide range of on demand sales, purchases and profitability
reporting. (Tourplan, September 2007)
A destination management company, a safari company, a reservation service,
and an inbound tour operator. These are different companies with different
needs. All of these different types of companies can use tourplan to manage
their business. How can one system handle such diverse operations? Flexibility
to handle almost any travel product is what makes tourplan one of the world
leaders. The key to tourplan's flexibility is in the database. Database has unlim-
ited number of database services. Database caters for all service types includ-
ing: hotels, transfers, sights, meals, transport, flights and tour packages.
(Tourplan, September 2007)
The faster the staff can respond to a request for a quotation the more likely the
company is to receive a confirmed booking. Tourplan provides tour operators
with the most comprehensive set of tools available for rapid FIT & group
quoting and booking. Tourplan eliminates repetitive typing or word processing
of itineraries, vouchers, quotations, invoices, supplier requests and amend-
ments. It creates all these documents automatically, accurately and on demand
from quotes and bookings. When you change a quotation or booking tourplan
will also amend your documentation. All key tourplan documents, agent and
5supplier correspondence are user defined for complete flexibility and to suit
the current stationery. (Tourplan, September 2007)
2  FROM AN IDEA TO A PROJECT
Before Scancoming over took the tourplan project they were already using the
tourplan database system in all Scancoming destinations in Europe. Before the
project started all the Scancoming destinations had their own database with
different image, IT procedures and message layouts which made all the desti-
nations seem like separate companies. Scancoming wanted to enhance their
image and make all offices more streamline. Scancoming decided to do a pro-
ject which would be divided in to two faces. Scancoming pointed the com-
pany’s Business Development Manager as a team leader. She made a plan how
to execute the project and how it would be divided in to a several mini pro-
jects. These mini projects inside the tourplan Project would help the project
team to stay in target and to make the dead-lines given. In this Bachelor’s
Thesis we will only concentrate to the first stage of the project because the
project is still on going (the first stage has just been finished).
2.1  Tourplan project
In February 2007 Scancoming took over the project to upgrade their systems
in their offices across Europe. The main goals; the first goal was to create a
more modern client approach image through maximizing working time and
times of response. The second goal was to aim to increase revenue.
The project involves the updating of issues such as marketing communications
to clients and more refine and streamline/consistent, database information in
order to maximize time in terms of sales and in consequence being able to re-
spond to their markets in more modern, competitive and professional way. In
6order to achieve this target the whole company has reviewed parts of the de-
scriptions and product presentation general.
By the creation of a new image (in terms of automatic communications to
suppliers/clients) and more sophisticated IT procedures, Scancoming has up-
dated and created a new sales system that allows operations departments
across all offices, to delivered a complete set of services with description, pic-
tures and standardized layout in timed expected response.
2.2  Trainee Jaanas’ role in the tourplan project
In order to achieve the goals the company appointed a team of people (mainly
in London) to undertake the tasks of this project and follow a series of periods
within the project. Jaanas’ role together with the sales and IT departments
within the company has been basic steps to organize and coordinate these
tourplan project teams by appointing, directing and checking task distributed
across the 5 different destinations. In this tourplan project there were several
mini projects all independent one from another.
In the tourplan project the delegation skills can not be emphasized enough.
Without good delegation of task tourplan project would not have been possi-
ble to complete. Good delegation is the bases of any well planned project.
With out delegating some of the task in tourplan project it wouldn’t been pos-
sible to finish it at all. This is because one person can not do all the work on a
project this size alone. One of Jaanas’ roles was to be the coordina-
tor/delegator of task in the tourplan project. Jaana was given a list of tasks
that needed to be done by given deadline. She would then choose tasks from
the list to be delegated to other Scancoming offices in Europe. European of-
fices would do accordingly and ones the task would be done they would report
back to Jaana.
7A selection of core /most used suppliers, was made with participation of con-
tracts department and based on those suppliers a list of tasks took place. Tour-
plan project was executed in project order (see picture 1).
Controlling
Closing
Executing
PlanningInitiating
Picture 1 Project order
The project was initiated by the management team. Scancomings Business De-
velopment Manager together with the pointed project team came up with the
tourplan projects execution plan. The Business Development Manager also
was named as the person responsible and controlling the tourplan project.
Tourplan project will be closed after all parts of the project are finished and
the results reported to the top management.
Each destination was informed of task to perform and deadlines to achieve.
Under Jaanas’ supervision was collected list of 200 most used suppliers per
service type: Hotels, coaches, restaurants, attractions, guides, conference fa-
cilities, musicals and sports events for all 5 countries destinations. In London
office Jaana delegated and divided the updates by departments. She delegated
to the tickets department all the supplier updates (descriptions and contacts)
associated with concerts, musicals and sports. The FIT department was signed
8to update hotels, attractions and coaches (descriptions and contacts). The
Group department updated restaurants, guides and conference facilities (de-
scriptions and contacts). The supplier updates were delegated for each de-
partment regarding to the use of the suppliers in different departments. In
other Scancoming offices in Europe the descriptions and contacts for all the
suppliers per destination were checked and updated in cooperation with tour-
plan project teams.
The contents and standardization of written client products descriptions were
checked in all offices. It was checked and ensured that information was dis-
played in 3 main languages for the clients - English, Finnish and Swedish. In
the future the descriptions should be also displayed in Norwegian. If some of
the destinations were falling behind schedule with the updates Jaana would
help them by checking the descriptions for suppliers. Missing contacts within
suppliers were updated and allocated per destination. The contacts had to be
done locally in every destination in Europe. This is because they had the best
local knowledge and the language skills to contact the suppliers for checking
the contact information.
Scancoming IT-Department created new and updated standardized layouts for
client messages, quotes and confirmations. For example the old quote had only
Scancoming logo, travel date, name and a brief description of a supplier dis-
played in English, dates and contact information for the client. In the new up-
dated quote Scandinavian clients can find still Scancomings logo, travel date,
the destination and updated/checked contact information. The chances have
been made to the description of the supplier; in the new quote the client will
automatically get the description in their own language (English, Swedish or
Finnish). New IT-procedure was created in a way that when the client details
are inserted to the system it will automatically come up with for example
quote with Finnish supplier descriptions. If the client is from some other coun-
try the supplier descriptions will come automatically in English. Also in the
new quote you can find a picture of the supplier. To the hotel suppliers were
updated also the hotels star rating so that the client knows the standard/quality
9of the hotel. (Please find the example of Scancomings new hotel quote en-
closed)
Pictures of the different products/core suppliers were collected, processed, op-
timized and updated to be inserted in the system accordingly. In London desti-
nation Jaana would contact every supplier and ask for pictures of the hotel, at-
traction etc. This would prevent any illegal use of information/pictures. Most
of the suppliers gave permission to use the pictures on their web-site and few
send some pictures via internet to Jaana. She then sends the pictures to Scan-
comings IT- department to be optimized. After the pictures had been opti-
mized Jaana would insert them in to the system.
Hotel star ratings for all European destinations were updated. At the same
time with updating the contact information for hotels Jaana checked each ho-
tels star rating as well. Determining a hotels star rating the project team would
use their own local knowledge of the hotel and compare it to the hotels own
star rating. If the project teams’ evaluation of that hotels star rating was the
same as the hotels then it would be updated to the system. If on the other hand
the project team would evaluate the star rating differently then the hotel in that
case project teams evaluated star rating would be used. This because the pro-
ject team has the best knowledge of the Scandinavian markets and the stan-
dard of hotels and their ratings in those countries and what the client is used
to. And also the hotels star rating was not based on marketing; it was based on
client feed back and experiences.
Jaana coordinated on a daily basis with all 5 offices to chase information about
the delegated updates in Ireland, Spain, France and Belgium. Jaana kept the
sales department informed of progress and evolution of project on behalf of
the 5 destinations. These tasks were done and performed in conjunction with
all destinations and management.
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3  PROJECT MANAGEMENT
The characteristics of projects, which differentiate them from other activities
or undertaking in an organisation, usually centre around four themes. Projects
are clearly goal-oriented - usually with very specific objectives. Projects in-
volve co-ordinating a number of interrelated activities - often across functional
boundaries. Projects are finite duration - they will start and finish. Projects are
all in some way unique. For many organisations projects are set up to deal
with specific issues or needs and bolted onto the main organisational struc-
tures. Other organisations use projects as a way of managing the great major-
ity of their activities, whereby project working becomes a way of life. Then
there are organisations where forms of project working are in place, but where
this is less overt. (Roland and Frances Bee, 1997, 3)
3.1  Project cycle
In the picture 2 below you can see one way of looking at a project as a cycle.
It is important to evaluate the situation before and after starting a project.
Evaluation of the current situation will help you determine the need for a pro-
ject. After the project is finished the evaluation (analyzing the results) of the
project is as important as in the beginning. After evaluation the second stage is
planning and organizing the project. In this stage it is important to make all the
financing decisions. Good organizing and planning makes the whole project
much easier to execute. During the project it is necessary to monitor and con-
trol the project so that it stays on schedule and on budget. After finishing the
project all team members should do some kind of self-evaluation of the project
and scrutinize what one has learned from the project.
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Monitor
Organize
Evaluate
Control Plan
Learn
Picture 2 Project cycle
3.2  Controlling the project
The project manager must have sufficient understanding of the issues involved
in the work to guide the team but need not be an expert at any particular type
of work. Often it is detrimental to the project if the project manager has a par-
ticular expertise because there will be a natural tendency to concentrate on
that element, to the detriment of the project as a whole. It is better that there is
a peer review meeting with an expert from outside the project (a senior techni-
cal manager or business process expert) to review elements that require special
expertise. The project manager should use the project organisation that has
been created (reporting and communications structures, work review and per-
formance testing) to report on and control the project. Swift and decisive ac-
tion should be taken if the project does not stay on course or work to plan and
budget. The project manager should be a diplomat who can persuade but also
a force to be reckoned with if the situation demands it. The higher authority of
a programme manager, project sponsor or even the senior management team
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should be invoked if necessary to ensure that the timely decisions, necessary
resources and removal of obstructions. (Spotty Dog, 18.2.2009)
3.3  The life cycle of project team working
Every project has a life cycle, which is commonly described as having four
phases. The first face is a project conception/definition, the second face is
planning and re-sourcing, the third face is implementation and the fourth face
is termination/ rundown.
Project conception/ definition
Projects arise in a whole variety of ways. They can be stimulated from the ex-
ternal environment. Alternatively, they can be stimulated by the internal envi-
ronment. This first phase is crucial, when the project takes on a clear identity
and focus. Three key interrelated questions need to be answered at this point:
What are the objectives of the project? What are the outputs? And what are
the success criteria against which the project will be assessed? (Roland and
Frances Bee, 1997, 8-9) Scancoming Project was started because Scancoming
had a need to improve company’s image on among other things. This projects
objective was to create more unified image for Scancoming. Its purpose was
also to cut down the reply times to clients and maximize working time. The
success of the first stage of the project was examined trough maximized work-
ing time besides sales.
Not only does this first phase provide the vital foundations on which all the
other stages will depend, but finding the answers to the above questions can
also have a major impact on the successful working of the project team. The
second set of questions to be answered at this stage relates to identifying the
key stakeholders in the project: who the sponsors or customers for the project
are. These are the key players in clarifying and agreeing the scope of the pro-
ject. It is at the end of this stage that the project leader will usually be pointed.
The core project team will often be set up at this point as well. (Roland and
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Frances Bee, 1997, 8-9) In Scancoming Project leader was pointed the com-
pany’s Business Development Manager. Also the core project team was de-
fined and it consisted for example Scancomings whole IT department and all
serve better Scancomings biggest clients such as Kaleva Travel, Area and Via
Travel.
Planning and resourcing
Having decided what is to be done, the net phase concerns the how it is done.
The first step is usually the preparation of a project plan setting out the de-
tailed tasks or activities that need to be completed for the successful comple-
tion of the whole project. The time-scales for undertaking these activities in-
clude key milestones in the project. The resources - cost, people, equipment,
etc - required to complete each activity. Who is responsible for each activity?
Establishing how the team will work - in other words, setting up the team
processes and ensuring that the team members have the key personal skills to
work effectively together. (Roland and Frances Bee, 1997, 9-10) Scancoming
Project was done during working hours in a way that it would not interfere the
customer service. Only person working on the project full time was Scancom-
ings Business Development Manager and trainees. In the first stage of the pro-
ject the tasks were to collect pictures of each core supplier, update the sup-
plier contact details and descriptions in Finnish, English and Swedish.
Implementation
This is the culmination of the first two phases, what the team has been prepar-
ing and working for: actually carrying out the work of the project. In tradi-
tional project management theory, the emphasis is now on controlling the pro-
ject: monitoring progress against the plan in terms of the three key parameters
of specification, time, cost and taking appropriate action to keep the project
on plan or amending the plan and reporting back. (Roland and Frances Bee,
1997, 10)
In the project team life cycle, this is the “delivering results” stage, and the is-
sues central to the HR issues of managing individuals and the team’s perform-
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ance, including the handling of performance problems, training and develop-
ment, and motivation and reward. (Roland and Frances Bee, 1997, 10)
Termination / rundown
This is the phase when the project draws to a close. The key activities concern
ensuring that the objectives have been achieved, the outputs delivered, and the
success criteria met. One of the problems of this stage in the project life cycle
can be that most of the interesting and challenging work has been completed
and the remaining, often “housekeeping”, tasks can be time-consuming and te-
dious. However, in some projects this will be a crucial phase involving the
handover of the project to the client, as for example in the development of
new software systems. This is a phase where proper planning of the rundown
of the team and the smooth reallocation of team members can play such an
important part in maintaining motivation. It is also the phase of team develop-
ment when the learning opportunities from working on the project can be real-
ised. These are the central features of the final stage of the project team life
cycle. (Roland and Frances Bee, 1997, 10-11) The first stage of the Tourplan
Project was completed successfully although behind schedule. The descrip-
tions were done in Finnish, Swedish and English. In the future Scancoming
will also update the descriptions to Norwegian. The company’s image is now
more streamline and all the IT procedures work nicely.
Putting together the right team for the project at the outset is the first key step
on the path towards delivering the right project results on time and within
budget. It will not always be possible to recruit the ideal project leader or set
of team members with the appropriate mix of skills, informal team roles, and
personal characteristics that support working in the project team environment.
However, the message is: be clear what the ideal is, identify the gaps, and take
action to address those gaps. (Roland and Frances Bee, 1997, 51-52, 84)
The project team as a whole should be involved and proactive in getting the
team working. The first step is the alignment of objectives so that the individ-
ual, team, and organisation are working towards a shared vision. The second
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step is the team discussing and agreeing those key team processes that will de-
fine and guide how the team is to work together efficiently and effectively.
The final step is ensuring that project team members have the key skills of be-
ing able to handle conflict, give and receive constructive feedback, and man-
age their time. At the heart of this stage of the project team cycle lie the con-
cepts of ownership and empowerment. The project team must own the proc-
esses and empower the individuals within the team to play their part. (Roland
and Frances Bee, 1997, 51-52, 84)
3.4 Development of project team members
A critical area of difference we identified at the outset between stable team
and project team working is the issue of several bosses. Here we look at who
is responsible for the long-term development, of team members. (Roland and
Frances Bee, 1997, 107)
Motivating the individual and the team
Project team working can, if properly organised and managed; provide a num-
ber of definite plus points: the clarity of overall project and individuals’ objec-
tives. The potential motivational areas with project working can be: conflicts
in objectives caused by multi-project working. The reality that the “social
needs” for relationships, affection, and a sense of belonging (from Maslow’s
hierarchy of needs) can be less well served by project working than by work-
ing as part of a stable team. Poor supervision - the looser supervision that
characterises much project working can be either a motivator or de-motivator.
Pressure - another double-edged sword of project working. The right amount
can be stimulating, too much can be debilitating. Pressure goes hand-in-hand
with project working because of the usually tight time-scale and the frequent
need to juggle with competing demands from different projects. Security -
project working is by its nature transient. (Roland and Frances Bee, 1997,
114-116)
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Delivering results in project teams depends on the individual team members
and the team as a whole working at optimum performance - perhaps one of
the most complex as well as key people challenges of managing in the project
environment. The foundation for success will have been set in the team inte-
gration and development phase. It is then a matter of having appropriate sys-
tems and processes in place (for example, for the setting of clear objectives
and their monitoring and control, for handling variances in performance, and
for addressing the crucial issue of team members’ long-term development
needs). Finally it is a matter of how to motivate and reward the team so as to
ensure that the team is committed to operating at peak performance through-
out the project life cycle. (Roland and Frances Bee, 1997, 122)
Maximising the learning from the project
It will be a rare project where there have not been valuable learning experi-
ences for the individuals, team, and organisation. In fact, for many it is the op-
portunity for a learning experience that attracts them to a particular project in
the first place. This is a powerful way of aligning personal goals with those of
the project. (Roland and Frances Bee, 1997, 134, 137, 144)
It could be argued that the type of experiential learning encountered on pro-
jects is best suited to activists. The people challenge is to enhance all team
members’ abilities to maximise their learning from the project. So what do we
mean by “team learning”? Building on the Swieringa and Wierdsma (1992)
definition of learning, we describe team learning as the “changing of team be-
haviour”. Clearly team learning can only happen as a result of individuals’
learning; however this is a necessary, not a sufficient, condition for team learn-
ing. There is a need for mutual or collective behavioural changes among the
team; it could be, for instance, that as a result of a review of the way project
meetings are working, the team decides to run them differently. It could be
that as a result of some team members’ learning experiences of dealing with
their support teams the project team might decide on a new approach to com-
munication or involvement of the support team member. (Roland and Frances
Bee, 1997, 134, 137, 144)
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The stage of the project team’s life cycle of moving onwards should be just as
challenging and developmental as the earlier stages. It should be a time for
celebrating the learning from the project and the challenge of taking that learn-
ing into new areas. It should also be the stage of celebrating the relationships
that have built up and of taking them forwards as support networks into new
jobs and, possibly, new organisations. (Roland and Frances Bee, 1997, 134,
137, 144)
3.5 Problems of project working
The possible failure of a project is often do to lack of management and meth-
ods, not for technical reasons. Most often the project team members are pro-
fessional and up to date on their assignments. Mostly the problems are related
to bad organisation skills and inadequate planning. There for project team that
consists of professional individuals make non-functional team which can not
succeed in the project. The problems can appear in the technical areas of the
project, although the hindmost reasons are else where. From experience it can
be said that the original schedules and appraisal in the project usually don’t
hold, and they have to bee checked along the project. The main reason for this
is that to the project working is related to a lot of uncertainties that are hard to
predict. It will reflect on to the projects amount of work, appraisals and time-
schedules. Also projects have a tendency to drift towards disorder if the pro-
ject management is deficient. (Ruuska, 1999. 25-32)
By nature projects are chaotic systems in which entropy strive to grow. By
applying project management the right way, you can anticipate and avoid
many of these difficulties which project team working is known for. Projects
are too often started in too loose basis and separate from the company’s vi-
sion. A project is always an investment which costs and benefits should be
scrutinized in every angle before starting the project. Project team can loose
the managements support because the project wasn’t considered properly
trough out at the beginning or the need for the projects original goals have for
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some reason disappeared. In these kind of situations the project should be in-
terrupted and evaluate the situation again. (Ruuska, 1999. 25-32)
It is usually difficult to release enough personnel to work full time in a project
even if it was originally agreed on. This leads to the projects tasks to be done
at the same time as other work in the company. This means that teams’ com-
mitment to the projects goals and dead-lines is not best possible. Simply or-
ganized, small enough and committed project team is better then a big project
organisation whose team members are taking care of the project among other
work. (Ruuska, 1999. 25-32)
If a project has unrealistic goals in practice this means that the demand or
dead-lines set to the project are not in harmony compared to the resources
available. Dead-lines slipping are usually do to the lack of recourses and time
to complete the task originally signed for the project. The success of the pro-
ject is set in the project plan. Projects management is based on a project plan.
If the project planning is made badly, not even the best project team can sur-
vive from the job properly. (Ruuska, 1999. 25-32)
4 ESSENTIAL DELEGATION SKILLS
Knowing how much to delegate is a difficult problem for managers. Some-
where along the way the successful manager learns to switch the focus of ac-
tivity from doing to planning. There is a direct correlation between manage-
ment position and the amount of time required in planning and in operating.
The allocation of time to managerial functions such as planning is not fixed but
varies from industry to industry and from one person to another. (Brown,
1997, 1, 3-4) One of my key roles in Tourplan project was to delegate task to
all the team members in all Scancoming destinations. As the tasks were dele-
gated the team members had a dead-line which to follow. A team member was
appointed to report back to me as the dead-line was mead. After I received the
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report on the delegated tasks I then reported back to the Scancoming Business
Development Manager.
The higher one advances up the managerial ladder, the less time one should
spend doing specific tasks. The higher one advances, the more time he/she
should spend planning and managing. Planning is exerting over the future.
Manager cannot control the future if he/she is trapped in the present. For those
trapped in the present, a key to the future is delegation. Delegation is assigning
to others specific tasks and requisite authority to complete those tasks, with
mutually agreed methods for evaluating the completed work. The primary re-
lation that managers fail is the inability to delegate properly. Delegation is a
leveraging technique. The successful delegator can double or triple his or her
productivity. The non-delegator works frantically, is subjective and generally
ineffective. The delegator works effectively and views life objectively. The ad-
vantages of delegation for managers are quite simple - they are using other
people’s brains for their gains. As the axiom goes, you learn to work smarter,
not harder. (Brown, 1997, 1, 3-4)
4.1  Self Evaluation
 For a project manager it is important to be able to evaluate your self as a
leader. In the below picture 3 you can see one way of evaluating your self by
answering these 5 questions to help self-diagnose your delegation skills. Of
course, there are many questions you could ask to determine if you are strug-
gling with your delegation skills. These questions can determine if the project
manager either is or is not maximizing the benefits of delegating tasks to the
project team:
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Picture 3 Question for self evaluation (Get predictable success, March 2009)
(If two or more answers are in the 'Never' or 'Sometimes' columns, consider
getting help. If three or more answers are in the 'Never' or 'Sometimes' col-
umns, you should get help)
After answering the above questions you should consider based on the an-
swers you got how you would determine yourself as a manager. By using the
below chart (see picture 4) place yourself to the table. This will able you to see
what kind of a manager you are in the moment. It also gives you a chance to
see where you would like to be in the chart and improve your skills to get
there.
Picture 4 Brand yourself as a manager (Crypticide, March 2009)
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4.2  The advantages of delegation
Poor delegation means poor management. Good delegation is the cornerstone
of good management skills. Ineffective delegation hinders the success of an en-
tire office. Allowing poor delegation skills to continue steals the sense of satis-
faction in a well-run workplace. Ineffective delegation drains energy right out
of the workplace. (Brown, 1997, 7-9)
Ineffective delegation undermines the professional and personal lives of every-
one. By delegating details, managers become specialists in the art of managing.
They are not trapped by excelling at one task. They can walk into any division
of a company prepared to make it function. They know people and how to de-
velop them. They use people power to do the unique tasks of the department
while they manage. (Brown, 1997, 7-9)
4.3  What to delegate
If a manager is blessed with a legion of self-starters, he/she is lucky. However,
in general, unless the manager thinks of herself/himself as the main source of
new work for her/his staff, few new things will be done. Encouraging the
“busy look” merely ensures old tasks will be done with increasingly less effi-
ciency. Every manager should strive to make them self dispensable to the op-
eration of their company. Successful delegation develops the maximum poten-
tial of a team to such a point. As a manager, the important thing is not what
happens when the manager is there, but what happens when he/she is not
there. The very drive and determination that earmark successful workers are
often the same qualities which hinder effective delegation. Outperforming a
subordinate on a specific task is not the issue. The choice is a comparative ad-
vantage between managerial success on one specific task and the successful
coaching, planning and directing (managing) of an entire team. (Brown, 1997,
15-19)
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Delegate the routine and the necessary
These are the jobs that one has done over and over. These are often the neces-
sary tasks of the job that are routinely dictated by the company. Manager
knows the problems, the unique peculiarities, and the specifics of how to do
these jobs. These are the easiest jobs to delegate. Because manager knows
these tasks so well, he/she can easily explain and delegate them away. (Brown,
1997, 15-19)
Delegate the specific tasks
Take advantage of any specialist skills that exist in the office. If the manager is
responsible for choosing a new word-processing system, he/she could do the
research themselves - or they could delegate the initial research to the com-
puter programmer in the office. A manager should realize that there are occa-
sions which require delegation of tasks that are normally perform to skilled
professionals such as lawyers, accountants and temporary overload staff. At
such times, it should be made sure to check references for the best possible
person. Manager should not just reach for the phone directory. Match the need
to the skills of the people available. Practice selective/discriminating delega-
tion. (Brown, 1997, 15-19)
Delegate “occupational hobbies”
These are the duties that manager should have delegated a long time ago, but
haven’t because they’re too much fun. It is all right to keep a couple, but at
least they should be recognized for what they are; easy and enjoyable and
much better done by somebody else. It may seem paradoxical to delegate the
very aspects of ones job that he/she enjoys most. Yet these are often the tasks
that one hangs on to even though they don’t represent the best use of ones
time and energy. They are often related to managers’ area of expertise or ear-
lier positions that they have had with the company. This has been referred to
as “turf mentality” - holding on to specific duties becomes a manager’s means
of protecting his/her turf. (Brown, 1997, 15-19)
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4.4  What not to delegate
While the majority managers on the side of not delegating enough of their
workload, there is the occasional manager who delegates far too much. For
many reasons there are certain tasks that simply can not be delegated to the
subordinates. Executives from managing directors down do have obligations
and responsibilities which are not to be delegated. These are among the very
reasons that the manager has their job rather than a subordinate position.
(Brown, 1997, 21-24)
Don’t delegate rituals
There are certain functions that require a person of specific position to be pre-
sent. When a local church applied for planning permission, the congregation’s
solicitor could have represented them at the hearing. However, in a town
where most people knew each other, the minister realized that his presence at
the meeting - in addition to the lawyer’s - would be important. His presence
signified the importance of this building to the church and the community.
(Brown, 1997, 21-24)
Don’t delegate personnel / confidential matters
Personal decisions (evaluation, promotion or dismissal) are generally sensitive
and often difficult to make. While the manager may need the confidential input
of his/her subordinates on personnel issues, the job and responsibility is theirs.
While an analysis of their department’s job classifications and pay scales may
seem time consuming and a prime job for delegation, this is a job for manage-
ment. Imagine the problems in maintaining the confidentiality of all salaries
within a department. This is not a job to delegate to the subordinates. (Brown,
1997, 21-24)
Don’t delegate policy making
Responsibilities and tasks within a certain policy area can be delegated, but
never delegate the actual formulation of a policy. Policy sets the limits of deci-
sion making. Responsibility for policy making within specified, limited guide-
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lines may take place. General credit policies of businesses are developed by
credit managers. Yet the ability to grant credit to specific customers up to cer-
tain limits is often granted to salesmen. (Brown, 1997, 21-24)
Don’t delegate crises
Crises will inevitably happen. A crisis does not offer the time for initiating
delegation. When one does occur, it is the responsibility of the manager to
shoulder the problem and find the solution. Studies have shown that in time of
crisis and heavy workloads, successful delegators are able to maintain their
leadership roles. This is because they have laid the groundwork for delegation
prior to the onset of the crisis. Their subordinates are self-motivated and en-
thusiastic team players. They know what to expect. They are part of a trained
team. A crisis in business demands skill and experience. (Brown, 1997, 21-24)
5 QUALITATIVE RESEARCH AND INTERVIEWS
Denzin and Lincoln (1994) define qualitative research: Qualitative research is
multi-method in focus, involving an interpretive, naturalistic approach to its
subject matter. This means that qualitative researchers study things in their
natural settings, attempting to make sense of or interpret phenomena in terms
of the meanings people bring to them. Qualitative research involves the studied
use and collection of a variety of empirical materials case study, personal ex-
perience, introspective, life story interview, observational, historical, interac-
tional, and visual texts that describe routine and problematic moments and
meaning in individuals' lives. (The Qualitative Paradigm, 3.2.2009)
The characteristics of qualitative research are an exploratory and descriptive
focus, emergent design, data collection in the natural setting, emphasis on
‘human-as-instrument’, qualitative methods of data collection and early and
on-going inductive analysis. (The Qualitative Paradigm, 3.2.2009)
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A tradition of inquiry means that the researcher identifies, studies, and em-
ploys one or more traditions of inquiry. It will begin with a single focus. The
project starts with a single idea/ problem that the researcher seeks to under-
stand; not a causal relationship of variables or a comparison of groups al-
though relationships might evolve or comparisons might be made these emerge
late in the study after we describe a single idea. The study includes detailed
methods, a rigorous approach to data collection, data analysis, and report
writing. This means, too, that the researcher verifies the accuracy of the ac-
count using one of the many procedures for verification. The data should be
analyzed using multiple levels of abstraction. Often, writers present their stud-
ies in stages (e.g., the multiple themes that can be combined into larger themes
or perspectives) or layer their analyses from the particular to the general re-
flecting all the complexities that exist in real life. The best qualitative studies
engage the reader. (The Qualitative Paradigm, 3.2.2009)
People’s words and actions represent the data of qualitative inquiry and this
requires methods that allow the researcher to capture language and behaviour.
The key ways of capturing these are observation – both participants and di-
rect, in-depth interviews, group interviews, the collection of relevant docu-
ments and photographs and video tapes. (The Qualitative Paradigm, 3.2.2009)
5.1 Reasons for conducting qualitative research
Given these distinctions and definitions of a qualitative study, why does a per-
son engage in such a rigorous design? To undertake qualitative research re-
quires a strong commitment to study a problem and demands time and re-
sources. Qualitative research shares good company with the most rigorous
quantitative research, and it should not be viewed as an easy substitute for a
"statistical" or quantitative study. Qualitative inquiry is for the researcher who
is willing to do the following: Commit to extensive time in the field. The inves-
tigator spends many hours in the field, collects extensive data, and labours
over field issues of trying to gain access, rapport, and an "insider" perspective.
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Engage in the complex, time-consuming process of data analysis – the ambi-
tious task of sorting through large amounts of data and reducing them to a few
themes or categories. For a multidisciplinary team of qualitative researchers,
this task can be shared; for most researchers, it is a lonely, isolated time of
struggling with the data. The task is challenging, especially because the data-
base consists of complex texts and images. (The Qualitative Paradigm,
3.2.2009)
If an individual is willing to engage in qualitative inquiry, then the person
needs to determine whether a strong rationale exists for choosing a qualitative
approach, and there are compelling reasons to undertake a qualitative study. In
this respect Cresswell (1994) offers the following advice: First the researcher
should select a qualitative study because of the nature of the research question.
In a qualitative study, the research question often starts with a how or what so
that initial forays into the topic describe what is going on. This is in contrast to
quantitative questions that ask why and look for a comparison of groups (e.g.,
Is Group 1 better at something than Group 2) or a relationship between vari-
ables, with the intent of establishing an association, relationship, or cause and
effect (e.g., Did Variable explain what happened in Variable Y). (The Qualita-
tive Paradigm, 3.2.2009)
Second the researcher should choose a qualitative study because the topic
needs to be explored. This means that variables cannot be easily identified,
theories are not available to explain behaviour of participants or their popula-
tion of a study and theories need to be developed. (The Qualitative Paradigm,
3.2.2009)
Third a qualitative study should be used because of the need to present a de-
tailed view of the topic. The side angle lens of the distant panoramic shot will
not suffice to present answers to the problem, or the close-up view does not
exist. (The Qualitative Paradigm, 3.2.2009)
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Fourth, should be chosen a qualitative approach in order to study individuals
in their natural setting. This involves going out to the setting or field of study,
gaining access, and gathering material. If participants are removed from their
setting, it leads to contrived findings that are out of context. (The Qualitative
Paradigm, 3.2.2009)
Fifth, should be selected a qualitative approach because of interest in writing in
a literary style; the writer brings himself or herself into the study, the personal
pronoun "I" is used, or perhaps the writer engages a storytelling form of narra-
tion. (The Qualitative Paradigm, 3.2.2009)
Sixth, one should employ a qualitative study because of sufficient time and re-
sources to spend on extensive data collection in the field and detailed data
analysis of "text" information. (The Qualitative Paradigm, 3.2.2009)
Seventh, one should select a qualitative approach because audiences are recep-
tive to qualitative research. This audience might be a graduate adviser or
committee, a discipline inclusive of multiple research methodologies, or publi-
cation outlets with editors receptive to qualitative approaches. (The Qualita-
tive Paradigm, 3.2.2009)
Eighth, and finally, one should employ a qualitative approach to emphasize the
researcher's role as an active learner who can tell the story from the partici-
pants' view rather than as an "expert" who passes judgment on participants.
(The Qualitative Paradigm, 3.2.2009)
5.2  Interview
If a person wants’ to know how people understand their world and their life,
why not talk with them. In an interview conversation, the researcher listens to
what people themselves tell about their lived world. The researcher hears them
express their views and opinions in their own words, learns about their views
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on their work situation and family life and their dreams and hopes. The quali-
tative research interview attempts to understand the world from the subjects’
points of view, to unfold the meaning of peoples’ experiences, to uncover their
lived world prior to scientific explanations. (Kvale, 1996, 1)
The interview is one of the major sources of data collection, and it is also one
of the most difficult ones to get right. In qualitative research the interview is a
form of discourse. According to Mischler (1986) its particular features reflect
the distinctive structure and aims of interviewing, namely, that it is discourse
shaped and organized by asking and answering questions. An interview is a
joint product of what interviewees and interviewers talk about together and
how they talk with each other. The record of an interview that we researchers
make and then use in our work of analysis and interpretation is a representa-
tion of that talk. (The Qualitative Paradigm, 3.2.2009)
5.3 Confidentiality
Confidentiality in research implies that private data identifying the subjects will
not be reported. If a study involves publishing information potentially recog-
nizable to other, the subjects need to agree to the release of identifiable infor-
mation. In such cases this should be stated explicitly in a written agreement.
The protection of subjects’ privacy by changing their names and identifying
features is an important issue in the reporting of interviews. (Kvale, 1996,
114-115)
The principle of the research subjects’ right to privacy is not without ethical
and scientific dilemmas. Thus there is concern about what information should
be available, and to whom. Should, for example, interviews with children be
available to their parents and teachers? In studies where several parties are in-
volved, such as interviews with married or divorced couples and in organiza-
tions, it should be made clear before the interviewing who will later have ac-
cess to the material. (Kvale, 1996, 114-115)
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5.4 The interview conversation
In the interview, knowledge is created inter the points of view of the inter-
viewer and the interviewee. The interviews with the subjects are the most en-
gaging stage of an interview inquires. The personal contact and the continually
new insights into the subjects’ lived world make interviewing an exciting and
enriching experience. (Kvale, 1996, 124-126)
The purpose of a qualitative research interview was described as obtaining
qualitative description of the life world of the subject with respect to interpre-
tation of their meaning. Advance preparation is essential to the interaction and
outcome of an interview. A substantial part of the investigation should take
place before the tape recorder is turned on in the actual interview situation.
The key issues of the interview concern what, why, and how; what - acquires a
pre-knowledge of the subject matter to be investigated; why - formulating a
clear purpose for the interview; and how - being familiar with different inter-
view techniques and deciding which to apply in the investigation. Also, before
the first interviews in a study are undertaken, thought should have been given
to how the interviews will be analyzed and how the findings will verified and
reported. (Kvale, 1996, 124-126)
5.5 Background for the Scancoming interviews
As the first face of the tourplan project was coming to end, several interviews
were conducted at the London office in all departments. Most of the inter-
views were conducted to the Scancoming Business development manager,
who was the expert on the tourplan project. Mini interviews were also con-
ducted to FIT, Group and Ticket Departments employees at the offices meet-
ing room or each Departments own office space. All the interviews were in-
formal and they were conducted during November - December 2007 and No-
vember 2008. The purpose of conducting these informal interviews, were to
create a casual atmosphere where all the interview subjects could express their
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views of the project and its development more freely. Each interview took
about 10 minutes, so it didn’t interrupt any ones work time. All interviews
were prescheduled and the management was informed of the time and the
place of the interview.
Especially the employee interviews gave me valuable information how the pro-
ject was developing and how all the new innovations were working in practice.
By interviewing Scancomings Business Development Mgr. I got more of incite
of the project as hole and its aim. In summery of the interviews conducted I
came to the conclusion that the updates were working as planned. All the new
updates were improving and rein forcing Scancomings image according to the
employees and made all automatic communications to suppliers/clients more
unified.
6  TOURPLAN PROJECT INTERVIEWS
During November - December 2007 and December 2008 there was conducted
a series of interviews at the Scancoming London office. I interviewed Scan-
comings Business Development Manager, who was responsible for the tour-
plan project. The aim of interviewing her was to get a picture of the projects
objectives. The goal for the first stage of the project was to create a more
modern client approach image through maximizing working time and times of
response and aiming to increase revenue. During the interview I also got some
incite Business Development Managers vision of the tourplan project. The
goal was to have unified database system trough out the whole company when
all stages of the project is completed. Recording to Business Development
Managers vision after the project is finished it would be possible for the execu-
tive staff to do all booking to any Scancoming destination from any office. At
the moment if a client sends to London office an inquire asking for a hotel
room for example from Paris, London office has to forward this inquire to
Scancomings Paris office in order to meet the client needs. When the project
would be finished forwarding would not be necessary because by having an
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access to every destination databases so that travel consultant, who had the
original inquire could handle the booking them selves.
I interviewed Scancomings IT- Department, whom I worked closely with dur-
ing the whole 6 months when I was working on the project. The interview was
conducted by phone on November 2008 because the IT-Department is based
in Finland and I was based in London office. In the interview my aim was to
find out if Business Development Managers vision was techniquely possible to
accomplish. I was told that it would not be possible in practice to execute.
By interviewing Scancomings London office GROUP-Departments and FIT-
Departments, I wanted to find out if the new updates on the London database
were working as hoped. I was told that everybody were happy with the new
updates on the core supplier descriptions, contacts and pictures. There have
not been any big technical problems with the database. The personnel were
also pleased with the new image of the quotes and confirmations. The data-
base updates still has a one shortcoming. The tourplan project only included
the 200 most used suppliers. This means that all the suppliers that were not on
that top 200 are not updated. That is not a problem for the FIT and Tickets
departments which mainly use the top 200 suppliers. The Groups department
on the other hand time to time uses some suppliers outside the 200 most used
supplier list. This greatens a problem because, for example these hotel quotes
does not have all the information and pictures in the database that the client
needs for making a decision. This missing information has to be inserted
manually which is time consuming.
On the interview with Scancomings London office TICKETS-Department my
goal was to find out if the tickets-department had got all of its new updates on
Tourplan and if the new chances were working properly. They let me know
that they were still using the same old system with few revetments. Otherwise
the Tourplan was working quit good but the tickets-department still had to do
most of the work manually. This outcome for the Tourplan projects database
updates for the tickets-department was disappointing. The vision for the Tick-
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ets-Departments database was to have more automatic database system which
would make the departments marketing communications to clients more refine
and consistent in order to maximize time in terms of sales.
In the future could be in order to conduct a bigger scale interviews trough out
all Scancoming destinations in all over Europe to find out how the new up-
dates on the database systems are working.
7 CONCLUSIONS AND EVALUATIONS
Since the beginning of the Scancomings tourplan project all offices have been
working on branding Scancoming to the very competitive travel market by
providing high quality service to their clients -  This is an ongoing process.
One goal was to create a more modern client approach image compared to the
old disconnected image. By the end of 2008 Scancoming finished the first
stage upgrade and development of their in-house reservation system. Now as
the first stage of the project is completed all correspondence to clients from all
Scancoming offices is similar, unified and automated. There are no more out-
dated or missing information in the database.
By completing the first stage of the project very important goal was received.
Now the company’s operating staff manages their working hours more effi-
ciently and this also cuts down the reply times. One face of the projects first
stage was the developing of the technology to link Scancomings biggest cli-
ents’ rooms directly from Scancoming allocations and get an instant confirma-
tion for the client of the allocations. By the end of 2007 this development was
still in early stages and there was no confirmation weather this part of the pro-
ject was completed by the end of year 2008, when the last update of the pro-
jects development was made.
The project involved the updating database information in order to maximize
time in terms of sales and in consequence being able to respond to travel mar-
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kets in more modern, competitive and professional way. This was achieved by
reviewing parts of the descriptions and product presentation general. By the
creation of a new image and more sophisticated IT procedures, Scancoming
has updated their sales system that allows operations departments across all
offices, to deliver a complete set of services with description, pictures and
standardized layout in timed expected response. All this was accomplished at
the first stage of the Tourplan project.
Every project has its hardships and so did the tourplan project. First of all the
biggest issue was the timetable and deadlines which kept pushing back several
times. Originally the database updates were supposed to be finished in 6
months time. One of the biggest reasons for the database updates not finishing
on time was the difficulty of coordination of all European destinations. The
updates were done at simultaneously with daily operations in all offices which
made it really challenging and slow. Time to time a lack of motivation slowed
down the progress of the project. Also the uneven number of suppliers in the
database in all Scancoming destinations made some offices slower then the
others, for example, the France database consists over 900 suppliers which all
had to be updated. Luckily the France offices (Paris and Nice) had plenty of
staff to complete the updates. The lack of staff made some inconvenience in
the Ireland and Belgium offices.
On December 2007 Scancomings Business Development Manager, who was
managing the project and was responsible for it, left Scancoming. As a result
of her leaving the company the project was interrupted for undefined time. On
November 2008 I interviewed the Scancoming London offices operational
staff for the development of the first stage of the tourplan project. It came
clear that most of the management team in London had left the company and
there was no longer anyone left of the original project team. There for I could
not get any information of the next stages of the tourplan project; the goals of
the next stages and was the project terminated or not because of the staff
chances in London office. Despite of all challenges faced at the first stage of
the Tourplan project it was still completed as planned and it fulfilled the goals
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that were placed on it. As a result of this it could be said that the project was
successful.
7.1  Evaluating my part of the project
Tourplan project in it self was very interesting and educating. I learned a lot
about project working and my skills as working part of a team was improved.
The tasks in tourplan projects first stage - database updates - were straight
forward but these tasks were very time consuming. It took me and the team
six months just to finish the 200 most used supplier updates in all destinations.
Delegating tasks to the project team I found to be quit easy but getting them
done on time was difficult. Time to time it was hard to keep my self and the
project team motivated because there was so much to do - one could say that
it was at times a bit overwhelming. I also found that I had to manage with very
little guidance from the project manager because she was busy all the time. On
the other hand that forced me to have initiative in order to get the job done.
I would have liked to see the other stages of the project to be finished and to
be able to see the concrete results of the tourplan project. There is still so
much to do regarding the original project plan. Because of the big chances in
Scancomings personnel and especially in management team it remains to be
seen if Scancoming will ever finish the project. I still strongly believe that even
by finishing the first stage of tourplan project it has improved a great deal
Scancomings image.
Tourplan project has also improved the sales because of the new IT proce-
dures has cut down the reply times to clients. Quicker you are able to confirm
a booking to the client (make the sale) more bookings you are able to perform
during your working hours - more bookings more profits.
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7.2 Evaluation of the Bachelor’s Thesis
Working on this Bachelor’s Thesis has been hard. Second time around work-
ing on a Bachelor’s Thesis didn’t make it any easier. I found it hard working
on this Thesis because of the fact that it had been so long a go since the tour-
plan project had been executed. Also the personnel changes made it really hard
to double check some of the facts. Most of the original tourplan project team
has left the company. Also finding good quality sources for this Thesis was
also challenging because most of the sources that would have been suitable
were from 1989-1999. There for I considered them to be too old to be used in
this Thesis.
I have still enjoyed doing this Bachelor’s Thesis because it was so challenging.
It made me prose’s the tourplan project and what a project involves. I never
realised how much work and effort is involved in a project and how organized
one has to be working in a project. I have to say that in the future I would like
to work on different kinds of projects because I feel like my professional skills
can be benefited the best possible way. It is very good considering the orienta-
tion of my studies (MICE). MICE Tourism specializes in planning and market-
ing of various events. Planning of these events is usually done as a project.
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